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(54) COMMUNICATION CONTROL SYSTEM 

(57)Abstract: 

PROBLEM TO BE SOLVED: To suppress deterioration of 
the service to a customer and the increase in charged 
telephone rate, when no connectable operator exists at 
the time of connecting an incoming call from the customer 
to an operator selected from among a plurality of 
operators. 

SOLUTION: When no connectable operator exists upon 
receiving an incoming call, a call-back time predicting 
algorithm device 65 predicts the interval of time until a 
connectable operator becomes available. An IVR 
(interactive voice response) device asks the customer 
making the incoming call whether the customer will wait 
until the connectable operator becomes available, by 
holding the call or once disconnects the call and waits for 
call back from the operator side, while automatically 
transmitting the predicted interval of time. When the 
customer selects call back, asks the customer to inform 
the device 65 of the destination of the call back. Since the 
call back can be performed appropriately, the deterioration 
of service to the customer can be suppressed. 
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